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Abstract
Purpose: The investigation of  the customer`s viewpoints and utilizing their ideas and
expectations in improving the quality of  the products, has turned out to be one of  the key
concerns of  the companies working in all fields. Airline industry as one of  the most extensive
modes of  transportation should be strictly accurate in providing services to their customers.
This article attempts to investigate important dimensions from passengers' point of  view and
present a model which would evaluate the flight attendant's performance. 
Design/methodology: In order to achieve this purpose, on the basis of  the literature and
experts' and passengers' point of  view, the SERVQUAL model has been modified with 26
factors in 6 dimensions. Then 300 data have been gathered for the Factor Analysis Model.
Findings: As a result, a model with high goodness of  fit has been developed which could be
used as a tool of  measuring quality of  service with a high degree of  certainty. In the end,
running the model in Iran air, most differences were as below: 
1-Improvement 2-Responsiveness 3-Empathy 4-Assurance 5-Tangibles 6-Reliability. 
Originality/value: In general, in this model, all services with which employees are involved are
observed. However, the main issue in this research is related to attendant team. Consequently,
considering that many of  these indicators have different meanings in assessing customer
satisfaction in relation to the performance of  flight attendant; modifications should be made to
the dimensions of  the SERVQUAL model.
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1. Introduction
In today's turbulent world, the main goal of  organizations should be to keep the existing customers and
attempting to attract new ones. The reason for this is not complicated; selling to existing customers is much
easier and less expensive than to new customers. This means that, if  in an industry, customers enter and leave
easily, the organization needs to change its strategies and also take Intellectual, research and operational
investments on Customer Relationship Management and their satisfaction (Lai et al., 2011). The reason for this
investment is that, organizations seek for selling their products and services through TV ads and billboards, and
also gaining competitive advantage (Ranjbarian et al., 2002). This advantage is for paying attention to customers’
needs and managing their knowledge's (Akhavan & Heidari, 2007). This has become more important with
Parasuraman studies and has led to the appropriate models for Quality of  Service measuring. To measure the
Quality of  Service of  different organizations, high-fit models must be used. In this research, a new model with
high goodness of  fit is proposed that would evaluate Airline Industry in terms of  Flight attendant services.
Afterwards, Iran Air's performance is investigated as an example and the proposed model, examines the hidden
variables in the service. 
1.1. Problem statement 
Given the importance of  customer relationship management, this question arises: In large organizations such as
airline agencies which deal with large number of  passengers daily, what do they do towards customer satisfaction
and in contrary, what are customers’ ideas about these organizations which have different aspects of  strategic
importance? What factors are more important to customers? and, how much did airline companies attempt to
improve these factors? 
In this study, among the various factors influencing the performance, we investigate the role of  flight attendant
in passenger satisfaction. This is due to the fact that flight attendant has a face-to-face communication with
passengers and this communication is more effective than that of  other employees. In other words, flight
attendants are the showcases of  airline companies. Awareness of  the passengers' factors and the current
performance of  flight attendant towards these factors, would help flight attendants to improve their
performance (Han et al., 2012). Therefore, in this study, a single modified model is developed and the following
general question is answered: 
To what extent, have Iran Air flight attendants succeeded in delivering their services? 
2. Theoretical fundamentals and research background 
According to the service management literature, customer satisfaction is the result of  customer perception of
the value received in a transaction or relationship. This value is equal to the received quality of  service in
comparison with the prices and expenses incurred by the customer (Blanchard & Galloway, 1994; Heskett, 1990).
The status of  the Customer's perception of  the quality of  service, results in customer's perception of  the actual
performance of  the service against his expectation of  the desired service. So the quality of  service would be
measured by the difference between the customer's expectations or demands and his perception of  the actual
performance of  the service (Hasnai & Qolipour, 2007). 
According to Anderson et al. (1994), expectations, the quality and the price affect customer satisfaction, and in
turn, customer satisfaction affects company's profit and market share. Also, customer satisfaction plays an
important role in creating other important assets such as brand credibility (Su et al., 2012). For this reason, it is
-15-
Journal of  Airline and Airport Management 9(1), 14-23
necessary to have benchmarks (measures) in order to identify organization's performance in obtaining customer
satisfaction. In this way, the organizations would recognize their weaknesses and strengths and they develop their
strategic planning in a way that it would exploit the weaknesses and strengths in order to improve the
organization’s benefit. 
In the Iranian research practice, the quality of  service and customer satisfaction have been investigated in various
fields. For example, Bahraini et al. (2009) sought to assess the quality of  services at the Islamic Azad University.
Utarkhani and Delavari (2012) examined the students' satisfaction with E-learning. Another example would be
pursued in the insurance industry by Tazeri and Bolurian (2012). Vosoughi et al. (2011) investigated the factors
affecting customer satisfaction in the tourism industry. Hamidizadeh et al. (2012) presented a model for the
banking industry. Examples of  these studies would be seen in various industries, but the airline industry has less
been considered. The purpose of  this study is providing a model for evaluating service factors (as Anderson's
three factors that affect customer satisfaction) in the airline industry and to make changes in strategic planning,
and even the outlook of  the organization, by moving the presented model towards the other models and
frameworks such as SWOT. 
2.1. Airline agencies 
In general, Airline agencies are all of  the companies involved in airline industry, including carrier organizations,
Air freight organizations, Ticket sales offices, Tourism organizations, Flight Security organizations and so on.
The purpose of  this study is exclusively examining the performance of  attendants working in this industry. 
According to 2011 statistics, a total of  16 companies were involved in the transportation of  goods and
passengers in Iran, 4 of  which were engaged exclusively in passenger transportation (other companies were
engaged in both passenger and good transportation). For gathering the data and model analysis (modified
SERVQUAL model) among the active companies, Iran Air Company was selected, cause this company carries
nearly 50% of  all passengers in the industry in Iran (internal and external flights) (Cao.ir) and is considered as the
most important and most crowded Airline company in Iran. Therefore it must pay more attention to the Quality
of  Services. 
2.2. Theoretical Foundations 
For each project and to achieve any goal, you need to have management control tools. In customer relationship
management, you can also use measurement tools to control different departments. Models presented in this
field have their own unique features. Noriyaki Kano presented a model based on customer satisfaction and
product quality (Walder, 1993). Fornel presented a model for customer satisfaction in Sweden, which could be a
useful indicator at the national level. Osborn extended the model of  scamper by completing the Kano model.
Finally, Parasuraman introduced a model named Servqual Scale (Service Quality Scale) which includes five
important aspects of  the service (Kavosi & Saghaei, 2005). This research is aimed at investigating the
relationship between flight attendants and passengers. The duty of  the attendants is to provide service to the
passengers, and passengers investigate all these services. So all products used for the flight process from the
beginning to the end (such as ticket type, Catering Nutrition, seat quality, etc.) will not be considered. Since the
SERVQUAL scale has a special focus on the role of  staff  (Bamdad & Mehrabadi, 2008), is has been selected to
measure customer satisfaction. In the early 1980s, this scale introduced five dimensions: tangibles, reliability,
responsiveness, assurance and empathy; and in 1988, the improvement aspect was added (Maleki & Darabi,
2008).
In general, in this model, all services with which employees are involved are observed. However, the main issue
in this research is related to attendant team. Consequently, considering that many of  these indicators have
different meanings in assessing customer satisfaction in relation to the performance of  the attendant;
modifications should be made to the dimensions of  the SERVQUAL model. The overall dimensions of  this
scale were not changed due to their completeness, and only considering the duties of  the attendant team and
interview with experts, the details of  these dimensions were corrected. Then, the corrected model was
investigated. It should be noted that experts who collaborated to correct the model were 9 members of  Iran
Air's Perreser who have more than 20 years of  experience in this position. On the other hand, since the original
model was in English and had different sources and different translations, one of  the most fluent leading experts
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in English language provided the correct translation of  the model's variables and factors according to the
model's function so that travelers could answer questions without ambiguity.
3. Research methodology 
The current research has a functional purpose and it is a kind of  correlation research using Causal Model. The
necessity of  applying this method to the restrictions of  correlation statistical methods and regression analysis is
on investigating the interactive effects of  variables and determining the causal paths between them (Qazi
Tabatabaei, 2002). The statistical population of  this study is the population of  internal and foreign passengers of
Iran Air during the fall and winter seasons of  2012 from Mehrabad and Imam Khomeini airports to different
destinations. In each research, before collecting the main data and using measuring tools and data analysis, we
must be sure about the validity and reliability of  the questionnaire so that the results of  data analysis are not
faced with scientific doubts (Su et al., 2012). It means that, whether the questionnaire investigates the Passenger
satisfactions on attendants' services or does it measure another factor wrongly? For the validity of  the indicators
of  modified SERVQUAL model, experts' opinions were collected in Likert spectrum and after analyzing the data
obtained through binomial test and using SPSS software, the test output is set for the Cut Point equivalent to 3,
in which all corrected scale factors are accepted. Then the reliability of  the questionnaire should be investigated,
for which the Cronbach's Alpha coefficient is used. It means that, with different samples, in the same conditions,
how much does the measuring tool obtain same results? To do so, the questioner was given to the 10% of  the
whole population. The obtained value for the reliability of  the Cronbach's Alpha coefficient was 0.935, which
indicates high reliability of  the questionnaire (Su et al., 2012). 
We used simple random sampling method. The sample size was fixed to 300 person. However, as many
researches, some samples may not respond to the questionnaire or fail to complete it properly or they may adopt
a uniform and unworthy pattern to answer the questions, therefore a total of  330 questionnaires are distributed.
At the time of  analyzing the collected data, inappropriate questionnaires were removed and the information of
300 questionnaires were used.
The questionnaire collected the passengers' opinions on each variable in two directions. In the first column,
passengers pointed their opinion about the importance of  the existence of  any variable in an ideal airline
company, which indicates customer relationship management and their satisfaction. In this case, the importance
of  each factor is determined from passengers’ point of  view. In the second column, the current performance of
the mentioned airline companies is evaluated in terms of  the same variable. The questionnaire has 6 general
factors and 26 variables and it is designed based on the five-point Likert scale. In the following section, the
confirmatory factor analysis of  the model is provided.
4. Data analysis 
4.1. Confirmatory Factor Analysis 
In this study, data analysis is conducted by a cause and effect method, using the Lisrel software. This software
calculates the amount of  factor loads, variances, and errors of  latent variables.
According to correlation and covariance between measured variables (Delavar, 2011), the Path diagram
containing Path coefficients and variance of  the residual errors is shown in Figure 1.
Goodness of  Fit Indexes show the fitting power of  a model with the measured data. Indexes provided by the
Lisrel program do not indicate the model fit solely, hence, indexes should be interpreted as a whole. 
The most important indexes are as follows: 
1- RMA index would be modified to measure the average residual values and only in relation to variances and
covariances. In a model with good fit, the residuals are very small. In general, the smaller the index (closer to
zero) the better the fit (Qazi Tabatabaei, 2002; Sarmad et al., 2001). As shown in Table 1, for all 6 factors, RMR
is close to zero, and in average, this number is equal to 0.023 which indicates the good fit of  the model proper
explanation of  covariance.
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Figure 1. Confirmatory factor analysis 
2- RMSEA index which stands for the Root Mean Squares Error Approximation, is defined as the magnitude of
difference for each freedom degree. For models having good fit, the value of  this index is less than 0.05. Higher
values up to 0.08 indicate a reasonable error for approximation in the community. The values of  0.1 or more,
indicate weak fit of  the model (Hooman, 2005). In all factors, this index is less than 0.05 and its average for the 6
factors is 0.019, which also indicates the model to have a high fit. 
3- NFI index: Normed Fit Index) also called the Bentler-Bonnet index. Sue et al. (2012) points that values equal
or greater than 0.9 indicate the high fit of  the model, whereas some researchers consider the cut point of  0.8.
The NNFI index is non-normed fit index in which the values less than 0.9 require revision in the model (Tucker
& Lewic, 1973). CFI index also has the same meaning as NFI index, with the difference that it penalizes the
sample volume (Bentler, 1990). In this study, the values of  the three NFI, NNFI, and CFI indices are more than
0.9 for all of  the six factors and their averages are 0.996, 0.998 and 1.00, respectively. Thus the model has higher
fit than the other existing models. 
4- AGFI and GFI indices: the ratio of  the sum of  squares, obtained from the model to the estimated total matrix
squares in the community. Both indices vary between zero and 1.0, but theoretically they can be negative too; this
indicates non-definite fit of  the model with the data. The closer the GFI and AGFI to 1.0, the better the
goodness of  fit with the collected data (Mueller, 1996). In the presented model, these two indices have values
more than 0.9, so the averages of  the 6-factor models of  them are 0.996 and 0.981 respectively. This confirms
the results of  the chi-square test. 
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5- RMSEA index which examines that how the model combines fitness and saving together. In a suitable smaller
model, this index is equal 0.06 (Andion et al., 2011) and its very low amount in the presented model for the 6-
factor model indicates the proper design of  the research plan and its good fit (average is 0.019).
6- Chi-square (χ²), as a representation of  the overall fit of  the model and smaller values is better. But this value
depends on the freedom degree. Therefore, to evaluate the goodness of  fit, the P-value greater than 0.05 is
considered as a basis for judging and it means the acceptance of  the model (Chen, 2007). On the other hand, a
model has a good fit, if  it has χ²\df  less than 2 (Hu & Bentler, 1999). 
After investigating the outputs of  the LISREL software, we found that the improvement factor has the best fit
among mentioned factors and the second best one is the reliability. In addition, standardized factor loading and
T-Value are used to check the models' fits. As shown in Table 2, t values are all in a proper range, which indicates
that the proposed model has an acceptable score in this factor as well. In fact, the value of  t should be greater
than 2 (Qolifar et al., 2011), where all variables are even more than 6. Also, except the two variables of  5 and 10
(which are not far from the considered criterion and also have accepted t-values) the standardized factor loading
all of  the variables are acceptable (Chen, 2007). The importance of  variables shows the perception of  passengers
towards each variable. Table 2 shows the expectation and perception of  each of  the 26 variables. 
During the data processing using the LISREL software, we found that all variables in the modified SERVQUAL
model are valid and it is not necessary to eliminate any variable to increase model fit. 
 Acceptablevalue
Tangible
factors
Reliability Responsiveness Assurance Empathy Improvement
Overall
model
P-value Above 0.05 171 477 385 249 216 1.00 416
Chi-Sq/df Less than 2 1546 0.00 955 1.32 1.53 0.00 1.89
AGFI Above 0.9 0.97 0.99 0.98 0.98 0.97 1.00 0.90
GFI Above 0.9 0.99 1.00 1.00 1.00 1.00 1.00 0.93
CFI Above 0.9 1.00 1.00 1.00 1.00 1.00 1.00 0.95
NNFI Above 0.9 0.99 1.00 1.00 1.00 1.00 1.00 0.94
NFI Above 0.9 0.99 1.00 1.00 0.99 1.00 1.00 0.93
RMSEA Less than 0.05 0.043 0.00 0.00 0.033 0.042 0.00 0.061
RMR Less than 0.05 0.031 0.010 0.061 0.025 0.012 0.00 0.07
Table 1. fit Indices of  the Confirmatory Factor Analysis Model 
Variable Standardized loadfactors T-Value
Average
importance Score
1 0.62 - 4.48 16.12
2 0.92 11.81 3.74 12.79
3 0.83 11.30 87.3 13.77
4 0.66 9.59 86.3 13.31
5 0.46 7.13 4.31 12.28
6 0.77 - 4.38 16.20
7 0.77 13.15 4.11 14.09
8 0.70 11.93 4.30 15.05
9 0.55 9.16 4.37 17.30
10 0.59 9.78 4.37 17.39
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11 0.69 - 4.04 14.01
12 0.75 12.13 56.4 18.42
13 0.58 9.38 88.3 84.12
14 0.67 10.79 4.59 16.29
15 0.62 10.13 4.56 13.90
16 0.81 - 4.74 17.77
17 0.74 13.60 4.59 18.45
18 0.65 11.57 4.45 16.50
19 0.57 10.02 4.74 18.67
20 0.80 - 4.05 14.25
21 0.80 15.57 4.73 18.54
22 0.78 14.97 4.61 17.56
23 0.82 15.90 4.62 17.37
24 0.81 - 4.48 15.50
25 0.73 14.63 4.43 15.94
26 0.66 12.89 4.25 15.38
Table 2. Standardized Factor Loading and t 
4.2. Iran Air's performance 
Three important variables from passengers' perspective based on average rating are as follow: 
1. Medical health 
2. A good and desirable deal with passengers and respecting them 
3. Seriousness in solving passengers' problems 
Six factors Average importance Average score ofattendants Weighted score
Tangibles 4.05 3.37 13.67
Reliability 4.29 65.3 15.66
Empathy 4.50 3.75 18.89
Assurance 4.59 89.3 17.86
Responsiveness 4.26 3.46 14.77
Improvement 4.38 3.56 15.61
Total score of  Iran Air 3.62
Table 3. Average importance and attendants' score for each factor 
The second part of  the questionnaire seeks to understand attendants' performance in realizing desirable services
from passengers' perspective. The highest scores of  the attendants is for their "speed in doing their duties" and
having "confidence in their services", but by considering the importance of  each variable, we realized that
attendants have gained the highest score in "Medical health" and "desirable deal with passengers and respecting
them". The analysis of  variables shows that the greatest gap between the importance of  the variable and the
attendants' score is related to the variable 13 (Figure 2). It means that, attendant teams should pay more attention
to "Correct and timely notification for coming delays, event, and …" which is an important variable for
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passengers (it shows that either attendants are not aware or capable of  dealing with these situations or reluctant
to give correct information in these situations) and the lowest difference is related to variable 3, i.e., "the fit
weight of  the attendants". 
To begin analyzing and gaining a holistic view, it is advisable to look at the 6 factors to determine that in which
sectors it should be invested in the future in order to bring more comfort and satisfaction to passengers. Table 3
shows the average importance and attendants' score for each factor. According to Table 3, it would be seen that
the most important factor for the passengers is assurance and attendants gained the highest score in this factor. 
Figure 2. Comparison of  expectations and perceptions of  variables 
5. Conclusion
Analyzing the results of  the data obtained from the questionnaires shows that SERVQUAL model still provides
a good framework for customer satisfaction for the organizations in the service sector. In modified SERVQUAL
model, it was attempted to design some variables to assess the quality of  the services provided by attendants of
Airlines. The obtained result indicates the high fit of  the presented model, so that using this mode, we can
evaluate the quality of  the provided services confidently and provide strategic plans for customers. 
In addition, load factors showed that designed questions can represent the latent variables (the six factors of  the
model), and these six factors lead to the main variable, which is the quality of  service. The results of  factor
analysis showed that most fit belongs to "improvement" factor and the least fit belongs to "tangibles". 
After model verification, we examined Iran Air's performance accurately and finally it was found that the overall
score of  Iran Air from this model is 3.62 which does not reflect the high quality of  service in this organization.
One reason for the poor quality of  service is that attendants are tired because the Company does not have
sufficient workforce. According to the head of  Crew Center, Iran Air faces a shortage of  270 attendants which
pushed more pressure on attendants and they have to experience more flights per week than usual which
ultimately leads to their fatigue and thereby reduce the quality of  service (tinn.ir). 
The results showed that Iranian Airlines' services were appropriate in some aspects, and the other aspects need
to be improved. For example, by examining the obvious variables of  the model, it was determined that the speed
of  flight attendant in doing their tasks got a score of  18.12 (excellent). Also, having a high self-confidence in
doing the service was very important from the passengers point of  view, and the crew also got a great score.
Decent deal with the passengers and valorizing them, was another important variable that received a pass mark
from the travelers. 
Next to the strengths which are mentioned, there were some important items that travelers believed that they
need seriously correction or reform. One of  the most important weaknesses is to provide accurate and on time
information at the time of  delays, incidents etc. The high gap between the current and favorable situation of  this
variable means it is one of  the most important weaknesses of  the crew. Although the crew may not have a role in
fixing the problem or accident, It is suggested that communication in times of  crisis courses be held for them so
that they be able to communicate effectively with the passengers. In addition, providing honest information on
situations such as flight delays, as well as providing amusement and study facilities such as newspapers,
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magazines, films and so on, are required in order to reduce the stress of  travelers and improve the quality of
flight attendant services as a consequent. 
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